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June 20,2005 

Public Utility Commission 
550 Capitol Street NE, Suite 215 

Salem, OR 97308-2148 
Consumer Services 

1-800-522-2404 
Local: 503-378-6600 

Mailing Address: PO Box 2148 

JUN 2 7 2005 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 lZth Street, SW Room TWB204 
Washington, D.C. 20554 

Administrative Services 
503-373-7394 

.A 
RE: In the matter of Telecommunications Relay Services and Speech-to-Speech Serv ice9  
for Individuals with Hearing and Speech Disabilities, CG Docket 03-123 

requirement to submit an annual log referencing consumer complaints about relay services for 
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Enclosed is the State of Oregon’s response to the Federal Communications Commission (FCC) 

June 1,2004 to May 31,2005. 

The following materials are submitted: 

2 

Cover letter from Sprint 
A copy of the FCC notice regarding the Annual Summary of Consumer Complaints 
A “tally sheet” summarizing the type of complaint, the month and the total number of 
complaints 
A descriptive log of the Traditional TRS Complaints and CapTel Complaints, including 
tracking number, date of complaint, category of complaint, nature of complaint, date of 
resolution and explanation of resolution. 
A 3.5 diskette with an electronic file of the enclosed documents 

A copy of these materials will also be sent to Dana Jackson, FCC, Consumer and Governmental 
Affairs Bureau. 

Please note that the FCC TRS Complaint Contact page for Oregon is current and does not need to 
be modified, If you have any questions, please contact me at damara.oaris@state.or.us or call 71 1 
to reach me at 503-373-1413 TTY. You may also send faxes to me at 503-378-6047. 

--Sincerely, 
’\ n 

\ 

Telecommunications Assistance Programs 

cc: Dana Jackson, FCC Consumer and Governmental Affairs Bureau 
Lee Beyer, Chair, PUC Commission 
Ray Baum, PUC Commissioner 
John Savage, PUC Commissioner 
Rick Willis, PUC Executive Director 
Vicki McLean, PUC Central Services Division 
Apama Lele, Sprint OTRS Account Manager 





Traditional TRS Complaints 

. . ii ,.......... ..iiii :: .:. :. . . . . . . .:: 
Tracking t 

KB4109971 

K64110198 

stepow 1 Natun of Complaint 
:omplaint 

I 
Customer sU1.d that she aaked CA 
11~timerforForY.ndCAwould 

103 

not give a number. 

the relay SeNIW. The CA was askm 
to speak 1oUd.r. but he ignored the 
request. The msdiul business has 
rece1v.d many relay calis and they 
depend on clear EOmmuniution 
fmm CAs. With the CA being 
uncooperatlv., the caller and 
service provider were medlmsly 

to make a second call and typed to 
the CA "Thank you 461." CA 
intenupled the cu.lOmer and t y p d  
'"(Your welcome) sksk." 

phone call, the CA interrupted and 

R-IYllon 

O7RUM SupwviMr assisted the CA during the call. Customer was not Elear on the InStNdiOnS to 
repeat and kept sending the ann message. CA W l o d  pmper procedures by asking fol 
a number to call. 

0713W04 This CA ID I is currently unassigned. The Customer did not want follow up, therefore 
hlrther investigation is not possible. 

Rnolutlon 

assume what TTY user wants. 

VCO number 

I 
Coached the CA not to interrupt or hang up on any relay call. 00H8104 



Traditional TRS Complaints 

(64138287 

Tracking X 

K64315185 

K64312813 

K64260878 

:omplaint 

9129104 
- 

:omplaint 

- 
IOlMlM 

- 
1012OIM 

- 
101251M 

- 
101271M 

- 

through relay and was not able to 
understandthehiend, because the 
CA was not willing to translate the 
ASL h m  the caller. The Voice User 
asked the CA to translate into 
English and the CA respondad, '"1 
don't know ASL." The CuStOmRr 
said she was very hurtnted. 

CA would not dirl a number and 
hung up.The sustomr dlaled relay 
again and got the u m e  agent and 
gave the number again to did and 
then waited tor 2 minutss with no 

ble to provide one of the CAS' 
number who did not leave a 

asked the CA to did a number, CA 
did not use the right alllude. 

no response, let a OUPBIYI~OI know SO n can be doEumented. 

IORIIM Spoke with the CA who did no1 remember this call. CA Is -11 sxprionced and said he h, 
always leh m.ssagsr 8% requested. He did not know how this could have happened. 
However. he was Coached on toilowing the inslmclions a1 aIi limes. 

10128104 Coached the CA on always remalnlng polite and pmfessionai in tone. 

I 
tZ181M Coached tho CA on following proper procedure for handling relay calls. 



Traditional TRS Complaints 

m5 

#I3 

x21 

K64505589 11IWM I 
. 

instead of paclng hlmlher. Voice 
caller asked tha CA If she had 
gotten Cemin things. bu( the CA 
would not acknowledge voice 
p m n ,  and only raid "CA still 
online." 

Customer Called to report that the 
CA hung up on her. 

Afler a call war made. the CA 
disconnected the caller although 
the caller wanted to make another 
Call. 

Customer called to say that CA 
tnnsferred the call to Customer 
service wlth~vt  cuslomefs requesl 
Customer said the message came 
in garbled and SO he asked CAto 
repeat W thns times, but each UN 
the message was garbled. Afler the 
third time. the Customer bund 
himself tnnsfernd lo cus10m01 

and the number was busy. CA Was 
insbucted to dial again but the CA 

11ll91M 

121011M 

121031M 

Met With the CA to review the information and call procedures. 

Coached the CA on pmper procedures for handling the ending Of a Call. 

Supervisor assIs1.d CA with the cali. CA disabled turbo code to attempt to Correct the 
garbled messages. This step did not work. so the CA typed messages to the TTV user and 
they were all garbled. As a last resort. the SU~BNISW quested  the CA to transfer the call 
to customer service lo see it they could help the Customer. The CA followed the proper 
procedure br garbled messages. 

I I  



Traditional TRS Complaints 

:anplaint Resolution 

X I7  Customer complained thstthe CA 

unpmhssional. CAas(ed as if he 
didn't know whatthe service was. 
CAdid not anmunce the greeting 

04IOY05 Coached CAon the p m v r  way to handle tho call and to exhibit patience throughout ALL 
call.. war rude, disrespectful, and very 

I I 
asked for the CA to repat, but eve 
after repeating. the typlng 
continued to be sloppy. 

I her to repeat the number to did 
twice. cu*tomer d.0 wailed tor the I CA's ~ O S W ~ M  for 5 minuter and 

After a few attempts to get the number from the customer. there was no response for 
nerdy 5 minuBs.The CAthen disconmcted the line. Coached CA on Closing a d 1  I umpdy and to rend a message to the TTY user informing them that there was no 

then t h e k  was dirconneW. pdor to dirsonn.sti& the line, 



Traditional TRS Complaints 

U05 

.......... .... ............. :. ............. 
TncWng Y 

K8462M14 

KM646814 

?FzFF?z :.. .......... 
Tracking Y 

Curtomet sompialned that CA was 
rude when she shared fedback 
that the CA did not clearly type the 
list of appointment times. 

05130105 Coached CA on the importance Of always remaining pollte and typing accurately to ens" 
quality of sewice. 

<MI273013 

...... ........ ...... - 
ate of 
omplaint 
Ut8105 
- 

- 
U28105 

. . . .  .......... .~ ...... . . . .  - 
late of 
:omplaint 

- 
~ w m 5  

- 
5110105 

- 

handling VCO calls. 

mrnplain mat She had difficulty 
calling 1 TTY user through the relay 
sewice due to a blocked -11 error. 
ApparanUy, the last agent was able 
to pmssss th. call by doing 
something but did nottell the 
customer what was done. 

calls and explained the use of star 82. 

Complaint Res~Iutlon 
U05 Customer complained that the CA 

hung up on her. 
06101105 Spoke to CA and she did not remember this call. Coached CA on the severity of hanging 

up on Customem. 

NZ9 A voice customer called to report 
that he "ached Relay iiiinois dt.r 
dlaiing the Orqon Relay number 

w s 1 0 5  if his nurnb.r is showing up lnsomctiy on the screen. he souid b. dialing horn a coli 
phone and th. tower is passing Ihe incorrect digits. We ais0 need lime and dates 01 the 
UIIS in order Io do a Customer Detail Report search. 

I I I 
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~ 6 4 1 2 7 2 9 ~  05110105 l l 8  TTY customer called to ray that the 05110105 
messages I& on the answaring 
mchlm ware unreadable. 

Coached CA on the importance of always typing assuntely and verbatim. 

X.18 

(645601479 05123105 -r 
TTY customer called u) say that the 
message I& on the answer 
machine was unreadable. 

05110105 Coached C A O ~  the importance of always typing messages accuntely and verbatim. This 
may have been a technicd issue on the caller's end, since they filed a similar Wmplaint 0 

the same day. 

that the CA did not follow his 
dabbase notes, which said 'VCO 1 
not used anymore." The customer 
asiced the CAtruIce to dial and 
typed the number. Both timer. the 
CA typed "voice now In response 

( ~ ~ 0 8 5 0 ~ 6  

(645601277 

05118105 W l  TTY user wmplained that the CA 
did not wait for "GA" before 
dialing out. 

Caller statad that the CA did not 
wait for"GA" before dialing out 

0512U05 Coached CA on tho Importance O f  Waiting until TTY USertypOS G I  before dialing Out. 

05423/05 x21 05123105 Coached CAon the importance Of waiting Until TTY user I y p s  GA before dialing out. 
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K645601330 

K645670952 

~ ~ 5 6 7 1 ~ 6  

05123105 #21 Caller said the CA did not wait for 05nM5 CAwas wached on the importans. Of waiting until the TTY user t y p r  GA before dialing 
"GA" before dialing the number. 

TTY customer called to wmplain 
thatth. CAdiaied a numberwithout 
asking the customsfs permission. 

the number. 

CA was wached on the importance of following the customer's instNcUons such as 
asking for permission to d i a l  a number. 

05131105 W3 05131105 

o m i n 5  W3 TTY customer called to complain 05R1105 c ~ w a s  wached on the importance of foilowing the customer's instwclions. 
that the CA redialed a number 
without asking the customer's 
prmisslon. 





CapTel Complaints 

27104 

Immedlatc resolution was pmvlded. 

Technical Support enabled prompt to see reconnection status. Customer 
Service Representative explained that lhis incident was most likely related to 
the quality of the phone nelwork. Sent customer information regarding 
impact of lhe quality of the phone network and potential of Electromagnetic 
Interference (EMI) of nearby devices. 

I I I 

I I 
1198 ~l21IOlM 1 #58 linabilily to reach voice customer 

1180 

I I I Iby dlaling loll frss number due 

11123lM no Account Login Failure 

during calls 

VlOlM 

-. 
if22104 

U23104 p 12123104 

Decrnbwm 
Explained lo customer that then was a transmission congestion within the 
nationwide toll-free network. This disruption prevented soma Consumer calls 
born reaching our Captioning Center. Manages of that network confirmed 
thai the transmission ditRcu1ti.s should be resolved. 

Gave verbal and wrinen suggsstlonr for aIlwlsting 
dircMlnection)resonnsctlon incidence. Advised customer lo contact the 
phone company regarding line qualily to support dab transmissions. 

Technical Support upgraded the customer's unit with echo wnceliation 
sottware. The upgrade was done over lhc win. 

I September 
PI04 lTech support adjusted DTMF intcrference with customer's voice mail syatsm. 

1123lO4 Unit's account Mc t i vabd .  Unit is now operational. 

2 



CapTel Complaints 

I I I I Janusrym 
1131105 IExDlsined lo Customer that then were DroblsmS within the nationwide 1011- 

the D& Toll Fna Number he. telephone netwDrk that prevented me CapTeI from muting propr ly to 
the CapTeI Service, and that this problem was unrelated to the CapTeI 
Captioning Servlce itself. Managers of the toll-free network took steps to 
resolve the problem on afternoon of 212105. Customer was notlfled of this 
resolution. Confirmed that customer 1s now able to make outgolng captionel 
call*. 

glven tips to a d d  further disconnections. Customer will wntact local 
telephone company regarding line quality to support data transmissions. 

I I I I 
1115105 x25 Dirconnectlon In middle of -11 U15105 Afler doing some troubleshooting, Technical Support recommended that 

Customer may want to contact hidher phone company to verify iines for 
1supporting a w l ld  data modem connection. 

mwo5 u58 Inability for CapTel users to 3128105 Reported problem to toll free network provider. Problem resolved the fame 
morning. Customer sewlce representative confirmed wlth customer that rlh 
Is able to make calls. 

reach the data toll free number 

In8105 1158 Inability for CapTel users to 3128105 Reported problem to toil free network provider. Problem resolved the same 
morning. Customer sewice representative confirmed with customer that Slh 
is able to make calls. 

reach the data toil free number 

In8105 -8 Inability for CapTel users IO m8m5 Reported problem to toll free network provider. Problem resolved the same 
morning. Customer sewlce representative confirmed wlth customer that d h  
Is able to make calls. 

reach the data toll free number 

u1wo5 125 DirconnedlRewnnect during ul8m5 Customer has bath analog line and DSL line. Svltched CapTal to DSL line 
and problem was resolved. Wlll contact local telephone company to have 
analog line quality checked. 

calls 
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CapTel Complaints 

1452 

1 I I I u)o 
1395 ~4120105 IEmaiied tins on the Dossibie causes of disconnections and ex~lanation of 

M I 0 5  #24 incoming connectioncaptioned Y25105 Technical support identified and remedied the cirrumrtances of fairs time 
oyt with a witem change on 5125105. Customer war notified and Drovided calls 

. ~~~~~ 

possible remedies. Asked questions to clarify situation. Customer 
appreciated the support 

I I I Icalis I \Did not find evidence of ongoing disconnectlreconnad problem. 

I453 

I I 

5127105 #26 Garbled captioning 5127105 Advlwd customer to w n b c t  *DM company and verify line quality. Advised 
customer to hang up and dial again on problematic calls as they seem to be 

with a re~~iut ion.  I 

I l l  network line related I /  
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Aparna Lele 
Sprint Relay 
7770 SW Mohawk St, Bldg F 
Tualatin, OR 97062 
800-377-1 150 TTY 
503-61 2-1 1 16 

June 13,2005 

Damara Paris, Manager 
Telecommunications Assistance Programs 
Oregon Public Utility Commission 
550 Capitol Street NE, STE 215 
P.O. Box 2148 
Salem, Oregon 97308-2148 

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services 
for Individuals with Hearing and Soeech Disabilities. CG Docket No. 123 

Dear Ms. Paris, 

Sprint has provided you with the following information to support your filing with the FCC 
for the State of Oregon: 

Annual Complaint Log which includes the number of complaints received from 
June 1,2004 through May 31,2005 that allege a violation of the federal TRS 
mandatory minimum standards, the date of the complaint, the nature of the 
complaint, the date of its resolution, and an explanation of the resolution. 

Annual Tally Report with total complaints by category to give you an overall view of 
the nature of TRS complaints. 

As mandated by the Federal Communications Commission (FCC), Sprint has maintained 
a log of all consumer complaints that allege a violation of the federal minimum standards 
for Telecommunications Relay Services and is providing you with a summary to file with 
the FCC. You will need to make clear that it is a reference to the CG Docket 03-123, as 
above. 



Please note that for your state you must send (1) an original and four copies of the printed 
report and (2) an electronic disk copy of the complaint log on a standard 3.5 inch diskette 
(formatted in an IBM compatible format using Word 97 or compatible software) on or 
before Thursday, July 1, 2005. These items should be sent to the Commission's 
Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail): 

Marlene H. Dortch, 
Office of the Secretary 
Federal Communications Commission 
445 12" St., SW, Rm lW-6204 
Washington, DC 20554 

Please also note that your state is also encouraged to send an additional printed copy on 
or before July I", to the Consumer 8 Governmental Affairs Bureau of the FCC to: 

Dana Jackson, Federal Communications Commission 
Consumer & Governmental Affairs Bureau 
445 12Ih St., SW, Rm CY-C417 
Washington, DC 20554 
or by email: Dana.Jackson@fcc.sov 

For your reference, Sprint has included a copy of the FCC Public Notice from June 16, 
2005 requiring this action. 

Should you have any questions concerning this report, please contact me at 
aparna.lele@mail.sprint.com. 

Sincerelv. 

Aparna Lele 
Sprint Account Manager 
Oregon Telecommunications Relay Service 

Attachments: 
1) Log Sheet 
2) Tally Sheet 
3) 3.5 inch diskette 
4) Copy of FCC Public Notice 

mailto:aparna.lele@mail.sprint.com


Federal Communications Commission 

Washington, D.C. 20554 
445 12" St. S.W. 

News media Information 202/ 418-0500 
Fax-On-Demand 202141 8-2830 

TTY 202/418-2555 
Internet: htto://ww.fcc.aov 

ftD.fcc.eov 

DA 05-1681 
Released: June 16,2005 

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES 
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT 

THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING 
TRS IS DUE FRIDAY, JULY 1,2005 

The Federal Communications Commission's Consumer & Governmental Affairs Bureau reminds 
states and telecommunications relay services (TRS) providers that they must submit their annual 
consumer complaint log summaries for the 12-month period ending May 31,2005, on or before 
July 1,2005. 

To assist the Commission in monitoring the service quality of TRS providers, the Commission 
requires state TRS programs and interstate TRS providers to maintain a log of consumer 
complaints that allege violations of the federal TRS mandatory minimum standards.' State TRS 
programs should report all complaints made to the state agency, as well as those made to the 
state's TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate 
Spanish relay, interstate captioned telephone relay, VRS, or IP Relay are also required to submit 
complaint log summaries. These summaries are intended to provide an early warning system to 
the Commission of possible service quality problems. Additionally, this information allows the 
Commission to determine whether a state or interstate TRS provider has appropriately addressed 
consumer complaints and to spot national trends that may lend themselves to coordinated 
solutions. This information further enables states to learn how other states are resolving 
complaints? 

Complaint log summaries should include information pertaining to complaints received between 
June 1,2004, and May 31,2005. Complaint log summaries shall include, at a minimum, the 
number of complaints received that allege a violation of the federal TRS mandatory minimum 

I See Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing and 
Speech Disabilifies, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC 
Rcd 5140, at 51445145, para. 9 (March 6,2000) (Improved TRSOrder); 47 C.F.R. §64.604(~)(1) (TRS 
"mandatory minimum standards" requiring filing of consumer complaint logs). 

'ImprovedTRSOrder, 15 FCCRcd5140, at 5190-5191,para. 122. 



standards, the date of the complaint, the nature of the complaint, the date of its resolution, and an 
explanation of the res~lution.~ 
We note that according to the data presented in the state complaint log summary submissions for 
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or 
more of the Commission’s mandatory minimum standards for TRS. Over seventy-seven percent 
of all complaints alleged violations of the operational mandatory minimum standards and 
stemmed from the interaction between the calling party and the communications assistant (CA). 
We therefore remind TRS providers and state administrators that their CAS must, among other 
things, be knowledgeable of TRS procedures, follow customer’s instructions, and continue to 
keep callers informed about the progress of their call. 

All filings must reference CC Docket 03-123. States and interstate TRS providers who choose 
to submit by paper must submit an original and four copies of each filing on or before Friday, 
July 1,2005. To expedite the processing of complaint log summaries, states and interstate TRS 
providers are encouraged to submit an additional copy to Attn: Dana Jackson, Federal 
Communications Commission, Consumer & Governmental Affairs Bureau, 445 12Ih Street, SW, 
Room CY-C417, Washington, DC 20554 or by email at Dana.Jackson@fcc.gov. States and 
interstate TRS providers should also submit electronic disk copies of their complaint log 
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97 
or compatible software. The diskette should be submitted in “read-only” mode and must be 
clearly labeled with the State or interstate TRS provider name, the filing date and captioned 
“Complaint Log Summary.” 

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight 
courier, or by first-class or overnight U S .  Postal Service mail (although we continue to 
experience delays in receiving U S .  Postal Service mail). The Commission’s contractor, Natek, 
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the 
Commission’s Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002. 
The filing hours at this location are 8:00 a.m. to 7:OO p.m. All hand deliveries must be held 
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the 
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal 
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol 
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should 
be addressed to 445 12th Street, SW, Washington, D.C. 20554. All filings must be addressed to 
the Commission’s Secretary, Marlene H. Dortch, Office ofthe Secretary, Federal 
Communications Commission, 445 12Ih Street, SW, Room TW-B204, Washington, DC 20554. 

The full text of this document and copies of any subsequently filed documents in this matter will 
be available for public inspection and copying during regular business hours at the FCC Reference 
Information Center, Portals 11,445 12Ih Street, SW, Room CY-A257, Washington, DC 20554. 
This document and copies of subsequently filed documents in this matters may also be purchased 
from the Commission’s duplicating contract, BCPI, Inc., Portals 11,445 121h Street, SW, Room 
CY-B402, Washington, DC 20554. Customers may contact BCPI, Inc. at their web site 
www.bcDiweb.com or call 1-800-378-3160. 

To request materials in accessible formats for people with disabilities (Braille, large print, 
electronic files, audio format), send an e-mail to fcc504@fcc.~ov or call the Consumer & 
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public 
Notice can also be downloaded in Word or Portable Document Format (PDF) at: 

See 47 C.F.R. 5 64.604 (c)(l) 
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mailto:Dana.Jackson@fcc.gov
http://www.bcDiweb.com


htt~:llwww.fcc.aovlcpb/dro. 

For further information regarding this Public Notice, contact Dana Jackson, Consumer & 
Governmental Affairs Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418- 
0597(TTY), or e-mail Dana.Jackson@fcc.gov. 

- FCC - 
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DOCKET NO. 03-123 Attachment A 

DOCUMENT OFF-LINE 

This page has been substituted for one of the following: 
o This document is confidential (NOT FOR PUBLIC INSPECTION) 

o An oversize page or document (such as a map) which was too large to be 
scanned into the ECFS system. 

o Microfilm, microform, certain photographs or videotape. 

o Other materials which, for one reason or another, could not be scanned 
into the ECFS system. 

The actual document, page(s) or materials may be reviewed (EXCLUDING 
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC 
Reference Information Centers) at 445 12'h Street, SW, Washington, DC, Room CY-A257 
Please note the applicable docket or rulemaking number, document type and any other 
relevant information about the document in order to ensure speedy retrieval by the 
Information Technician 

1 Diskette 


